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 An estimated 800,000 people participated in the Royals Word Series Parade
 On average 883,000 airline passengers per month pass through KCI doors

Perspective



Presentation Outline

1. Defining Convenience
2. Who Are KCI’s Customers and What Are Their 

Expectations?
3. Future Airport Trends
4. Delivering a Sense of Place
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Convenience is a Primary Goal

Improving 
KCI

Customer 
Convenience

Affordability

Efficiency

Technology

Right-Sized

Flexibility

Construct-
ability



con·ven·ience
/kənˈvēnyəns/

1. the quality of being useful, easy, or suitable for 
someone.
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Defining Customer Convenience



Who Are KCI’s Customers 
and What Are Their Expectations?
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Who Are KCI’s Customers?

KCI 
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FAA, CBP)

Airlines
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Departures
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KCI Passengers
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Families with 
Children

Business 
Travelers

Seniors Students
Large    

Groups

Active 
Military & 
Veterans

Local travelers 

(KCMO and 
surrounding areas)

Regional travelers 

(who drive 1+ hour      
to fly from KCI)

Out of town guests 

(flying to/from     
Kansas City)

Passengers at KCI Are Diverse
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Passenger Expectations
Departing Passenger

 Low-cost surface parking
 Close-in parking/valet parking
 Ease of curbside drop-off
 Access from mass transit
 Curbside bag check

Check-in and Security Screening
 Short ticketing wait times
 One-stop baggage check-in
 Short security checkpoint wait
 Availability of TSA Pre✓
 Frequent flier priority lines
 Sufficient recompose area
 Short walking distances
 Simple, intuitive wayfinding
 Clear lines of sight

After Security
 Plentiful hold room seating
 Adequate restrooms
 Concession variety and quality
 Flight information status displays
 Information desk
 Free Wi-Fi
 Entertainment (TVs, art, music, etc.)

Arriving Passenger
 Short walking distances
 Pleasant meeter/greeter space
 Fast, reliable baggage claim
 Ease of curbside pick-up
 Frequent parking shuttles
 Sheltered ground transportation 

waiting areas
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Families with 
Children

Business 
Travelers

Seniors Students
Large    

Groups

Active 
Military & 
Veterans

Local travelers 

(KCMO and 
surrounding areas)

Regional travelers 

(who drive 1+ hour to 
fly from KCI)

Out of town guests 

(flying to/from Kansas 
City)

Passenger Expectations

 Space to spread out in vicinity of departure gate
 Variety of dining
 Family restrooms
 Children's play areas
 Private room for nursing mothers
 Areas to walk
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Families with 
Children

Business 
Travelers

Seniors Students
Large    

Groups

Active 
Military & 
Veterans

Local travelers 

(KCMO and 
surrounding areas)

Regional travelers 

(who drive 1+ hour to 
fly from KCI)

Out of town guests 

(flying to/from Kansas 
City)

Passenger Expectations

 Available close-in parking
 Priority lanes and TSA Pre✓
 Business lounge
 Free Wi-Fi
 Workspace and outlets near gates
 Easy access to limos & taxis
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Families with 
Children

Business 
Travelers

Seniors Students
Large    

Groups

Active 
Military & 
Veterans

Local travelers 

(KCMO and 
surrounding areas)

Regional travelers 

(who drive 1+ hour to 
fly from KCI)

Out of town guests 

(flying to/from Kansas 
City)

Passenger Expectations

 Variety of parking options 
 Accessible restrooms
 Recompose areas post security screening
 Obstruction free walkways
 Ample seating in vicinity of departure gate
 Information desk
 Service animal relief areas
 Intuitive wayfinding
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Families with 
Children

Business 
Travelers

Seniors Students
Large    

Groups

Active 
Military & 
Veterans

Local travelers 

(KCMO and 
surrounding areas)

Regional travelers 

(who drive 1+ hour to 
fly from KCI)

Out of town guests 

(flying to/from Kansas 
City)

Passenger Expectations

 Low-cost parking
 Free Wi-Fi

 Dedicated loading/unloading 
zone

 Dedicated check in area

 USO lounge
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Unique to KCI
 Sightlines: Ability to see the 

departure gate through the glass 
wall upon entering the terminal 
and ability to see arriving 
passengers deplane when 
standing outside of the departure 
lounge

 Short walking distances (in some 
instances)

Available at KCI and Peer Group Airports
 Ability to drop off departing 

passengers on curbsides near ticket 
counters and security checkpoints

 Ability to pick up arriving passengers 
on curbsides near baggage claims

 Ample restrooms prior to secure area
 Free Wi-Fi
 Variety of parking options & price 

points

Passenger Conveniences at KCI
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 Ample restrooms post security
 Ample seating post security
 Priority lanes and TSA Pre✓ for all 

airline passengers 
 Recompose areas post security
 Variety of dining options
 Information desk
 USO for military personnel
 Children's play areas
 Family restrooms post security
 Private rooms for nursing mothers
 Airline club / business travel lounge
 Service animal relief areas
 Ubiquitous flight status information
 Defined meeting area for arrivals
 Quiet zones

Passenger Conveniences That Don’t Fit in 
KCI’s Existing Terminal Geometry

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwitwtjfx-jLAhWJLyYKHQl9DXAQjRwIBw&url=http://nypost.com/2015/06/03/the-best-airports-for-you-to-whip-out-your-breasts/&psig=AFQjCNGHmM3MKSJOdsZEGsU0YijNyUKaUw&ust=1459432467276384
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=imgres&cd=&cad=rja&uact=8&ved=0ahUKEwitwtjfx-jLAhWJLyYKHQl9DXAQjRwIBw&url=http://nypost.com/2015/06/03/the-best-airports-for-you-to-whip-out-your-breasts/&psig=AFQjCNGHmM3MKSJOdsZEGsU0YijNyUKaUw&ust=1459432467276384
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 Adequate close-in parking
 Traffic separation for arrivals, departures, 

and commercial vehicles
 Centralized taxi pick-up area
 Covered wait areas for shuttles and buses 
 Group drop-off/pick-up area for buses
 Covered roadways

KCI Also Lacks Parking & Ground 
Transportation Conveniences for Passengers
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 Adequate close-in parking
 Ample curbside for drop-off/pick-up
 Uncongested area in proximity to where 

passengers exit the secure area
 Availability of restrooms and seating in 

pre-security area
 Availability of concessions in the pre-

security area
 Access to cell phone parking lot

Meeter & Greeter Expectations



KCI Tenant Customers 
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Who Are KCI’s Customers?

KCI 
Customers

Passengers

Meeters/

Greeters

Ground 
Transportation 

Operators

Concession-
aires

Employees  
(Tenants, TSA, 

FAA, CBP)

Airlines
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Terminal
 Curbside check-in space and queue
 Adequate ticket counter space
 One-stop baggage check-in
 Bag system redundancies
 Short bag tug distances
 Redundant TSA bag inspection
 Consistent security screening times, 

availability of TSA Pre✓
(so passengers don’t miss flights)

 Adequate hold room seating
 Boarding area queueing/circulation
 Space for customer service agents
 Adequate Federal Inspection Services
 Customer convenient amenities 
 Food & Beverage alternatives
 Retail alternatives

Airline Needs
Airside
 Unrestricted aircraft pushbacks
 Dual taxi lanes
 Deicing capability
 Hydrant fueling
 Remote Over-Night aircraft parking
 Adequate aircraft parking for 

weather delays/diversions

Other
 Convenient employee parking
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TSA / Security
 Efficient security checkpoints          

(8 currently staffed, multiple locations)
 Checkpoints with sufficient capacity 
 Checked baggage security inspection 

locations (5 currently)
 Ability to offer TSA Pre✓ at all 

checkpoints 
 Equipment redundancy in event of 

failure or outage
 Flexible space to comply with evolving 

equipment & screening processes
 Ability to staff up/down to meet 

demand
 Adequate queuing areas
 Recomposure areas post security
 Convenient employee parking

Other Customers Needs
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Efficiency of Security Checkpoints

Term B - Delta

Term B – Southwest 

Term C – United Term C – American

Term B – Delta II / Alaska

Term B – Southwest II 

Term C – Allegiant / American II  
Frontier / Spirit

5:50 AM

Term C – American III
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Efficiency of Security Checkpoints

Term B - Delta

Term B – Southwest 

Term C – United Term C – American

No Queue

No Queue

No Queue
No Queue

Term B – Delta II / Alaska

Term B – Southwest II 

Term C – Allegiant / American II  
Frontier / Spirit

5:50 AM

Term C – American III

No Queue
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Efficiency of Security Checkpoints

5:25 PM
Term B - Delta

Term B – Southwest 

Term C – United Term C – American

Term B – Delta II / Alaska

Term B – Southwest II 

Term C – Allegiant / American II  
Frontier / Spirit

Term C – American III
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Efficiency of Security Checkpoints

5:25 PM
Term B - Delta

Term B – Southwest 

Term C – United Term C – American

Term B – Delta II / Alaska

Term B – Southwest II 

Term C – Allegiant / American II  
Frontier / Spirit

Term C – American III

No Queue

No Queue

No Queue

No Queue
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Ground Transportation
 Centralized taxi pick up location
 Adequate curbside
 Minimized roadway congestion
 Dedicated area for buses/groups
 Adequate shelters for customers

Concessions
 Ability to get product to secure areas
 Exposure to maximum number of 

passengers
 Access to convenient loading dock 
 Convenient waste removal process
 Storage area for product
 Convenient employee parking

Other Customers Needs
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KCI’s Unique Terminal Geometry

Security Checkpoints (8)
Departure Lounges (7)
Ticket Counters (5)
Bag Claim Areas (5)
International Arrivals (1)



Future Airport Trends
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 Provide an experience customized to the 
traveler

 Cross-utilize available information on 
the customer entering the terminal 

 Plan a free-flowing process in which the 
customer no longer views the 
experience as going from one sequential 
step to another.

 Design the concourse experience to 
allow the customer to use their time in 
whatever way they desire

Goals for Future Airport Design
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Evolution of Check-In Function

 The process for purchasing a ticket and securing a boarding pass has 
changed dramatically over the last 20 years
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Evolution of Handheld Device

 Handheld device eliminating the need for paper
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Near Field Communications
 Barcode readers could be replaced by radio frequency identification 

scanners
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Current Trend in Ticket Lobby
 Ability for customer to tag their own baggage continues to evolve
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Current Trend in Ticket Lobby
 Lobby area is to be flexible for adjustment in technology and processes
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Tailored Services
 Ability to support various customer needs continues to get airline and 

airport focus



 International Air Transport 
Association (IATA) and Airports 
Council International (ACI) have 
combined to lead consolidated 
industry approach towards the 
future of Security Screening

Geared towards a queue-less travel 
experience

Risk-based screening and new 
technology

 Information sharing and biometrics
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Future Vision for Security
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Current Trends for Security
 Creation of less stressful environments and enhancements in recomposure

areas
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Current Trends for Gate Areas
 Desire to develop different environments within the gate areas
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Current Trends for Gate Areas
 Create an area of interest 
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Current Trends for Gate Areas
 Blurring the lines between concessions and the gate areas 
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Current Trends for Gate Areas
 Alternative means of providing customer information 
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Current Trends for Boarding
 The trend away from paper boarding passess
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Current Trends for Boarding
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Potential for Information Sharing

Potential Exists to Share Customer Information 
Between Parties

 Airline will understand the level of service 
you expect upon arrival

 Governmental Agencies will understand 
customer risk characteristics prior to reaching 
Security Checkpoints

 Concessionaires will understand your 
preferred Food & Beverage establishments 
and dining habits

 Retail vendors will understand your 
purchasing preferences

 Special gate needs will be identified in 
advance



Delivering a Sense of Place



49

Delivering a Sense of Place
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Delivering a Sense of Place
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Delivering a Sense of Place
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Delivering a Sense of Place
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 Customer Convenience is a top priority

 KCI serves a wide variety of customers 
with differing needs and expectations

 KCI delivers on certain customer 
expectations but is unable to 
accommodate other expectations due to 
geometric restrictions

 Airport terminals are incorporating new 
technologies and processes

 Technologies are allowing service 
providers to tailor the customer 
experience

 Airports are working to convey the 
image and strength of their communities

Conclusion

Photo by @ErinEWoldPhoto by @egonheidendal
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